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Power of Blue comes through 
for United Way 
BCBSF employees, stand up and take a 
bow! Thanks to you, United Way will 
receive nearly $1.2 million from our 
company and its employees. 
"We are really excited about the results 
and absolutely delighted with the generosity 
shown," said United Way co-chair David 
Pizzo, vice president, Advertising and Market 
Communications. Nlore than $950,000 came 
directly from employee contributions. That 
is $110,000 over the goal, which was 10 per-
cent higher than last year's record-setting 
contribution. The balance of the $1.2 million 
came from BCBSF's 25 percent matching 
corporate gift. 
BCBSF broke Leadership Circle records, 
too. The number of those giving 2 percent of 
their annual salaries or $1,000 grew from a 
record 221 to 319 members, exceeding the 
campaign goal by 76 members. 
In a voice message to employees, President 
and CEO Mike Cascone, said, "/ am very 
proud of our employees for their generous 
contributions which will help provide shelter 
for the homeless, hot meals for the elderly, 
guidance for troubled teens, support for 
parents with sick children, help for victims 
of abuse and neglect; and more." 
Cascone urged anyone who would still 
like to make a contribution to call Anita 
Rodgers at extension 54257. 
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January 1 came and went, leaving 
many to sigh with relief as no 
significant complications arose from 
the date change. More than 500 
BCBSF employees gave up their 
holiday time to be on hand over the 
New Year's weekend to ensure all 
mission critical systems and facilities 
operated properly. 
A cross-functional team convened 
at 11:00 p.m. New Year's Eve at the 
Riverside Office Complex _ 
Enterprise Plan Operations 
Center (EPOC), a 
command post directed by 
John Phelps, director, Risk 




Technology (IT) staff 
brought up the 
systems, which were 
shut down Dec. 30, 
tested and validated 
them with the help of 
Operations personnel 
who provided data 
input. Only a handful of minor 
problems were experienced, which 
were immediately resolved. 
BCBSF moved uneventfully into 2000. 
"Congratulations to the many IT 
professionals and cross-functional 
team members who took on the 
daunting Year 2000 Project several 
years ago and developed a plan of 
action that proved successful," said 
Nick Stam, senior vice president, IT. 
"We could not have met our objectives 
without the commitment and energy 
of our employees who considered 
every contingency?' Stam especially 
thanked all those who participated in 
transition activities during the holiday 
weekend. 
BCBSF personnel across the 
company continue to watch for 
anything unusual as we move through 
the first weeks and months of the new 
year. Our experience so far continues 
to underscore the high quality of the 
Y2K preparations completed. 
Improved plan for future disasters 
At BCBSF, the Year 2000 Project 
did more than just provide a smooth 
transition into the new millennium. 
Our preparations will have long-term 
benefits affecting business recovery 
efforts, technology and system testing. 
"The processes we developed for 
the millennium date change position 
BCBSF well for any future disaster 
recovery effort," explained Phelps. 
"Our former business recovery plan needed improvement. We formalized 
the process, made it smoother, and established functional level 
accountability for continuity planning?' 
The Y2K business recovery plan was developed with an improved 
understanding of business priorities, focusing on "members first?' Business 
functions were ranked, with those affecting the members' ability to receive 
care as receiving top priority. The criterion for ranking also helped 
determine what the company's "tolerance for pain" might be; that is, how 
long could we go without a specific business function before it began to 
have a serious impact on the enterprise. 
BCBSF's contingency plans also took on a new approach that was more 
comprehensive than before. PJanners started with a failure scenario and 
then determined what was needed to prevent it or how to suffer the least 
impact. As a result, contingency plans now cover long-term outages and 
multiple, simultaneous failures, such as water and electricity, that can occur 
in a disaster like a hurricane. Improvements to the Riverside Office 
Complex include the addition of a power generator to heat and cool office 
space when power is out. These floors can act as the platform for recovery 
functions as well as providing some minimal level of service in extreme 
conditions. A private well can now provide water to cool computer 
mainframes in the event of a prolonged, widespread outage. Previous to 
the Y2K planning, these resources were unavailable. 
Beyond disasters 
BCBSF also will reap the benefit of improved capabilities and better 
management of its hardware and software inventory. 
"The contingency planning enabled us to replace obsolete systems with 
new technology and expedited the rollout of the Common Office 
Environment," said Mary Wood Bridgman, vice president, Audit and 
Compliance. With all desktops the same, employees can more easily share 
information, maintenance is simplified and costs are reduced. 
Additionally, system testing was enhanced, with the establishment of a 
Project Management Office and Test Factory to oversee the process and with 
a greater role played by system users. The lessons learned in retooling and 
testing systems will be a great asset next year when BCBSF begins the 
extensive system changes required by the Health Insurance Portability and 
Accountability Act. This federal law requires the health care industry to 
standardize electronic transmissions. 
Other Lessons Learned 
In preparing for Y2K, BCBSF scrutinized its processes and infrastructure 
needs in greater depth, discovering vulnerabilities not previously 
considered. 
"One of the things we learned is we need to evaluate vulnerabilities for 
each office building," said Phelps. As an example, Phelps noted the server 
for voice communications for the Deerwood Campus Complex is currently 
housed in rented office space and this space may not necessarily be 
considered essential during a recovery effort. 
In addition, several improvements were made to the communications 
process. A special management and Y2K team voice mailbox worked 
extremely well in keeping critical personnel apprised of events on a real-
time basis. Conference call capabilities allowed team members to 
participate in EPOC meetings without physically being present. New state-
of-the-art satellite phones are now positioned in each GBU and corporate to 
ensure communications should telephone service be interrupted. 
The Help Desk served as a single repository for collecting issues that arose. 
Each of these improvements will serve as models for future projects. 
The company also learned that the commitment of its employees is 
critical to get the job done. "The most important lesson we learned through 
the Year 2000 Project was the value of team 
work," said Bridgman. "Everybody pulled 
together?' 
"People came to this project very committed," 
added Phelps. " They accepted the responsibility 
and accountability. It was a thrill and honor to 
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Manage personal files on Exchange to free up space 
Did you know that 38 percent of all 
server space is taken up by messages 
stored on personal fi les in Exchange? 
Taking just a few minutes eacn day to go 
through your messages and files to delete 
unnecessary ones will enable your computer 
to run more efficiently 
Here are some suggestions on what to 
clean up: 
• Emails from completed projects or 
reports 
• Junk emails 
• Joke emails 
• Messages containing inappropriate 
files (picturefiles not work-related, 
screen savers, clip art, movie files, 
games, comics, holiday cards, etc.) 
• Emails more than one year old 
• Outdated meeting requests 
• Messages with large attachments. 
(Save the attachment to a disk and 
delete the host message.) 
Once you clean out your files, you will 
need to compress your personal folders. 
Personal folders are compressed by nature. 
But once email messages and attachments 
are deleted.from the personalfolders, the 
space occupied by the message remains. 
Compacting personal folders, therefore, 
is an essential part of keeping the server 
disk space on corporate file servers down. 
Here's how: 
• Delete all messages and attachments 
no longer needed. (Don 't forget to 
delete those items in your Sent and 
Delete boxes as well.) 
• Select "Tools" from the menu bar. 
• Select "Services"jrom the drop down 
menu. 
• Double click on "Personal Folders." 
• Click on the button "Compact Now." 
• When completed, click "O.K." on the 
next two screens and you are done. 
Facilities update 
More than 500 BCBSF employees 
will begin relocating to the Jacksonville 
Deerwood Campus Complex in February. 
Final building inspections are under way, 
and landscaping is being completed. Work 
stations, telephones and computers are 
currently being installed in anticipation of 
the first group to relocate-Central GBU 
Operations from Freedom Commerce 
(FCC). During the nex tfive months, 
more than 3,500 employees.from various 
areas of the organization will relocate to 
either DCC or FCC. 
Additionally, the company is working 
on a major renovation of the Riverside 
Office Complex. The work includes the 
installation of a new sprinkler system, 
break areas on each.floor, commonfile 
areas and a new interior design. When 
renovated, the Riverside office interior 
will be comparable to the Deerwood 
Campus Complex. The facilities team 
will finalize its renovation plan during 
the next nine to 12 months. 
Look for information about the 
renovation time.frame in an upcoming 
issue of Quick Connections. 
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BCBSF year 2000 calendar distribution under way 
Look for BCBSF's year 2000 calendar via interoffice mail during the week of Jan. 17. 
Focusing on BCBSF's bright.future, the calendar offers a modern design with eye-catching 
photos. Its desktop display format breaks from the traditional BCBSF calendar format as a 
means of visually defining afresh start for the new millennium. 
Jjyou do not receive your calendar or need additional ones, please call Jeff Warnock at 
extension 55473. 
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Help Desk offers timely response to email requests 
Last month, Information Technology (IT) implemented a new service enabling 
employees with non-critical requests to contact the Help Desk via email. The email 
service helps to eliminate waits on the phone. 
In the first four weeks of the new process, email service eliminated 345 calls 
and Help Desk service agents responded to emails in less than four hours 100 
percent of the time. IT will respond to emails within four to eight business hours 
and service requests within the normal service level agreements (generally three 
to five workdays). 
To contact the Help Desk via email, go to Ex·change and click on "Compose" 
located on the top of the menu bar. Select "New Form" and choose one of three Help 
Deskforms covering hardware, software and suggestions/comments. Check out 
the instruction tab on eachformfor general information on how to use the form. 
FCSO "makes a mark" in the education arena 
The Health Care Financing Administration (HCFA) has awarded BCBSF's 
subsidiary, First Coast Service Options, Inc. (FCSO), a national education contract 
to develop a Medicare training program for administrative law judges who hear 
Medicare appeals. The one-year contract is effective for fiscal year 2000. 
FCSO is currently assessing the educational needs of the judges and will develop 
the training program for the Social Security Administration's 140 hearing offices 
around the country. The 16-course training program is expected to foster more 
informed decisions by the more than 350 judges throughout the United States and 
help assure that benefit payouts are appropriate. 
The BCBSF subsidiary has proven its ability to provide effective, quality educa-
tion at national levels as demonstrated by its National Provider Education and 
Training (NPET) contract awarded in 1999. Last yea,; NPET educated more than 
135,000 physicians, hospital staff and other health care professionals nationwide 
about Medicare benefits, coverage and billing rules. 
FCSO has an established vision statement of "making our mark through 
growth in chosen markets" and has identified Medicare education as one of its 
chosen fields. 
"The administrative law judge contract adds to our expanding Medicare business 
and strengthens our leadership position in Medicare education and training at a 
national level," says Jeff Peterson, director, Medicare Program Relations. 
---·--- -----------------------------· ~ -- -------- -----------
" :f , .V, \ ~ • ~ _,, 's.-~••;t, .cn;,wN.,.,-,~~• ~ ~ .. ~ ~ ,,.. "'~<" ,- ,~t'J'~"t."U~',~,..,4 
-----• ------·-------···-----
--~- --- ~- " ... -
We must learn to live together as brothers or perish together as fools. 
-The Reverend Dr. Martin Luther King, Jr. 
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